Operation practices, commonly deals with design, management, planning, coordination, and control of resources, are the elements in the operational strategies of an organization. These operation practices are improvement programs in organizations that are carried out to achieve competitive advantage in terms of cost, speed of delivery, quality, flexibility, and innovation. There are many service improvement programs that have been undertaken by the government of Malaysia, however, local authorities are still receiving criticisms and complaints from the public stating the inability of local authorities to deliver services that meet the customers' needs. Empirical studies showed that operation practices have an influence on the performance of an organization. However, most studies only focused on specific operation practices such as quality management practices, just in time practices and human resource management practices This study, therefore, focused on examining the relationship between operational practices and performance of local authorities in Peninsular Malaysia. This study uses a cross-sectional design to identify the service operation practice and organization performance measured in one occasion to obtain data and identify relationships between variables studied. Unit of analysis of this study is the departments in the organization of local authorities and respondents are directors or heads of department. The study population was all the departments (416 departments) in the City Council and the Municipal Council in Peninsular Malaysia. Stratified sampling method was used to select 300 departments based on the characteristics of local authorities in Peninsular Malaysia. This study collected data from a total of 202 respondents who are directors or department heads of 300 selected City Councils and Municipal Councils in Peninsular Malaysia. The findings showed that the dimensions of leadership practices have a significant influence on performance. Findings of this study also show that organizational culture practices have a positive and significant influence on performance. In this study, organizational culture is defined as the practice of shared values, beliefs, attitudes, and norms practiced in the department that is conducive to the welfare of workers as employees, recognition, appreciation and listening to workers. Findings of this study also noted a positive and significant influence of the push-pull orientation in service operations with performance. The government should, therefore, emphasize local governments' ability in the push and pull orientation to improve their performance. New services development and design is the process of preparing a new delivery system procedure or making an investment in organizational resources to facilitate the service delivery organization.
INTRODUCTION
Operations management commonly deals with design, management, planning, coordination, and control of resources needed for the production of goods and services. Operation practices have a significant influence on an organization's ability to compete in the market. In reviewing operation practices, there are several theories that have been used, including the theory of cumulative capacity (Rosenzweig & Roth, 2004) , strategic choice theory (Safizadeh et al., 2003) , positioning theory (Heim & Sinha, 2002) , resource-based theory (Wu, 2007) , and the theory of production (Anand & Ward, 2004) . Among the existing theories, the resource-based theory is the best theory that can explain the role of operations strategy in creating and sustaining competitive advantage possessed by the organization. Moreover, this theory is based on the strategic management that is integrated with the operation management to create a solid theoretical framework.
According to Roth and Menor (2003) , most studies on operation strategy mostly focus on the manufacturing sector. Given the lack of studies on operation strategy, Roth and Menor (2003) , therefore, suggested that the study of operation strategies should also be performed in the service sector. In the service sector, this practice is known as the service operations practice (Razalli, 2008) . Therefore, the implementation of operation practices in the service sector is crucial, as this sector has begun to dominate most of the economic world today. Attention to services operation practices is not only confined to the private sector but also in the public sector in improving organizational performance. Nevertheless, the public sector is always under pressure from the community to improve the overall performance of the organization, service delivery, and accountability to stakeholders as well as local authorities. Thus, the study of operational practices in the service sector has ample space for a review to see its influence on the performance of the service sector (Razalli, 2008) , especially the public sector and non-profit and local authorities. This study, therefore, focused on examining the relationship between operational practices (leadership practice, organizational culture, service delivery system and design) and performance of local authorities in Peninsular Malaysia.
LITERATURE REVIEW

Current Studies on Operation Practices
Although the construct of operational practices and its importance in operational strategies are well noted in literature, the definitions are not unified. Most of the operations practices have been defined through examples practiced by organizations. Moreover, the role of the operating practices are not clear due to the practices referred to and assessed at the level of separate activities, in different circumstances and at different levels of the organization. In addition to the practice of lean production and agile manufacturing, Narasimhan et al. (2005) referred operating practices to a system or group of practices adopted within the organization. There are studies conducted using operational practices such as just in time practices (White et al., 1999) , total quality management practices, and the practice of advanced manufacturing technology on performance (Gupta & Whitehouse, 2001) . A study conducted by Cua et al., (2001) , links the just in time practice, total quality management, and comprehensive preventive maintenance practices to organizational performance. Meanwhile, Challis et al., (2005) examined the influence of integrated manufacturing practices that include advanced manufacturing practices, just in time practice and total quality management to manufacturing performance.
Service Operation Practices
The concept of service operation practices is demonstrated as the practices adopted in the organization. These practices are the operating strategy used by organizations to improve their performance. The practice of service operations are related to alignment and adjustment of operations and marketing in the environment services. Therefore, this study adopted operating practices as part of operational strategies for the service sector in line with the recommendations of Christiansen et al., (2003) .
Leadership Practices -Leadership is the most critical factor in determining the success and failure of an organization. In earlier studies, leadership has been identified as a determinant of organizational performance improvement (Fahy, 2000) . The practice of leadership in the organization plays an important role in influencing performance of the organization.
Organizational Culture Practices -Organizational culture practice as noted by Erez and Gati (2004) , is the manner in which managers handle things in the organization that reflects an ideology or philosophy. Organizational culture has a significant association with the effectiveness of the organization and the organization's ability to compete.
Service Delivery System and Design Practices -Service delivery system and design must be designed to meet the needs of customers to be more efficient and effective. Service delivery system and design, therefore, includes the role of people, technology, facilities, layout, and process runs. The service operations strategy design and delivery systems have a positive effect on the performance of the organization. Flexible layout, orientation, net of uniform procedures, information technology, front and back office activities, and specialized human resources are therefore, expected to have a significant positive effect on the financial performance of the organizations.
METHODOLOGY
This study uses a cross-sectional design to identify the service operation practice and organization performance measured in one occasion to obtain data and identify relationships between variables studied; this study can be categorized as a quantitativeoriented field study. The questionnaires used in this study help to gather information related to the operational practices and performance of local authorities. Each item was measured using a Likert scale with a scale of "1 -strongly disagree" to "5 -strongly agree" to obtain the respondents' perception. To meet content validity, the instrument was reviewed and evaluated by subject matter experts consisting of academicians, administrators, local authority organizations, and graduate students in these areas. Unit of analysis of this study is the departments in the organization of local authorities and respondents are directors or heads of department. The study population was all the departments (416 departments) in the City Council and the Municipal Council in Peninsular Malaysia. Stratified sampling method was used to select 300 departments based on the characteristics of local authorities in Peninsular Malaysia. They used the same Local Government Act 1976 (Act 171) and have similar functions, roles, objectives and types of activities contained in the Town and Municipality (Act 976) and Acts of Buildings, Roads and Drainage ( Act 1974). A total of 300 questionnaires were distributed to the selected departments of the City Council and the Municipal Council in Peninsular Malaysia for the purpose of data collection. Of the total, 218 questionnaires were returned. However, there were 10 incomplete questionnaires that were set aside and 6 isolated questionnaires that were dropped from the analysis of the study. Thus, the complete data was received from a total of 202 responses for the purpose of further analysis.
SUMMARY OF FINDINGS Descriptive Analysis
A total of 123 (61.5%) department directors or unit heads of selected local authorities are male and a total of 80 (38.5%) departments or unit heads of selected local authorities are female. As per ages of respondents, out of a total of 202 respondents, 152 (75.2%) are aged between 31 and 50 years old. Out of the 202 respondents, 200 of them are ethnic Malays and only 2 (1.0%) of the directors are of Chinese descent. In regards to the academic qualifications, a total of 144 (71.3%) department directors / unit heads have completed their bachelor degrees, and 23 (11.4%) have post-graduate qualifications. In terms of length of service in the department of the local authority, the analysis showed that 76 (37.6%) of the respondents have served in the department between 5 to 10 years and 73 (35.1%) have served for less than 5 years.
Factor and Reliability Analysis
The Kaiser-Meyer-Olkin (KMO) values exceeded 0.70, which meant that the sample was sufficient and appropriate to do a factor analysis. Findings of this study show a KMO value of 0.879, which is higher than 0.70. In Bartlett's test of sphericity (χ2 = 3359.91, p<0.001), it indicates that the variables are free and suitable for factor analysis to be performed (Hair et al., 2006) . The percentage of variance explains that values must be at least 60% or more of the total variance. The total variance for this study is 63.67%. Findings also noted that the Cronbach Alpha value for all dimensions are 0.70 and above which indicates a satisfactory level of internal consistency among the indicators used to measure each dimension.
Correlation and Regression Analysis
Based on the examination of the correlation coefficient, it was found that most of the independent variables were significantly correlated with the dependent variable at the level of p <0.01 and p <0.05, and the relationship shown is of medium strength, r = 0.15 (p <.05) to r = 0.67 (p <.01). This implies that each variable is independent and does not overlap each other. In other words, most of the independent variables were significantly correlated with the dependent variable with a range of r = 0.15 (p <.05) to r = 0.58 (p <.01). Results of the regression analysis are presented in Table 1 . The regression model shows an overall significant model fit (F = 105.36, p < 0.01 ). The r 2 value is 0.857, which indicates that 85.7% of the total variation in the performance of local authorities in Peninsular Malaysia is explained by the independent variables. Among the independent variables, leadership practice (β = 0.30, p < .05) has a significant positive effect on the performance of local authorities in Peninsular Malaysia. The organizational culture practice (β = 0:27, p < .05) is also positively related to the performance of the departments. This shows that the organizational culture practice also leads to an improvement in the performance of local authorities. The orientation of the push-pull operation in service operations (β = 0.16, p < .05) also has a significant positive effect on the performance of local authorities, which indicates that the practice of push-pull orientation in service operations in the department of the local authority leads to an increase in their performance. The new service development and design (β = 0.26, p < .05) also has a positive relationship with local authority performance. This means that development and design services also lead to an improvement in the performance of the department. Findings of this study also show that the specialized human resources in service operations (β = 0.33, p < .05) has a significant positive effect on performance improvement. Meanwhile, the dimensions of the offered services and the use of information technology, do not show a significant association with the performance of local authorities in Peninsular Malaysia.
DISCUSSION
The findings showed that the dimensions of leadership practices have a significant influence on performance. In previous studies related to the resource-based theory and other studies, it is indicated that leadership and support play an important role in improving organizational performance. The findings of this study also show that organizational culture practices have a positive and significant influence on performance. The findings noted that successful organizations achieve greater productivity through positive organizational culture that supports and evaluates employee contributions. In this context, the results show that the organizational culture practiced in local authority departments contribute to improved performance. Findings of this study also noted a positive and significant influence of the push-pull orientation in service operations with performance. In other words, the push-pull orientation to customers' needs improves the performance of the service process. For example, local authorities provide facilities and infrastructure to the community as a form of customer-pull orientation. The ability of local authorities to meet these requirements provides assurance to the public on the performance of the local authority's departments. The government should, therefore, emphasize local governments' ability in the push and pull orientation to improve their performance. In terms of the development of new services and design dimension, this study showed a significant influence on organizational performance. New services development and design is the process of preparing a new delivery system procedure or making an investment in organizational resources to facilitate the service delivery organization. Although the process improvement procedures and new investment in the delivery system require high cost and the cost constraints make it difficult for the department of local authorities in the organization to adopt, this practice has successfully demonstrated a positive and significant relationship to performance improvement. This finding is supported by the study conducted by Razalli (2008) who found that development and design has a positive relationship with organizational performance in his research related to the hospitality sector. Meanwhile, in the dimension of human resources specializing in delivery of services, the study shows that this dimension has a significant influence on performance. This shows that the specialization of human resources in service delivery operations make employees more efficient in carrying out their duties.
Results of this research can contribute to the academicians and practitioners of operations management. First, the findings of this study support the proposition of the resource-based theory, which states that organizational performance is influenced by resources and capabilities within the organization. In the context of this research, organizations' internal operation practices of services range from leadership practices, organizational culture and service delivery system and design. Through the exploratory factor analysis that was conducted, it was found that three-dimensional internal resources organization formed the seven key dimensions of leadership, organizational culture, orientation in push-pull operation of the service, range of services offered, the new services development and design, information technology and human resource specialization in service operations.
Second, this study also highlights a new concept, which is conceptualized as a practice rather than a strategy. The use of the concept of practice rather than a strategy is based on a number of proposals. Based on the factor analysis that was carried out, it was shown that the original dimensions of the eleven-dimensional study were reduced to nine dimensions. This has contributed to the improvement in the dimensions of items in the context of service operations practice.
As for a practical contribution, this study demonstrated the importance of practices adopted by the service operations departments in the organization of local authorities on the performance of local authorities. Concentrating on these aspects can solve the problems faced by local authorities in reducing the problem of community complaints. The results of the analysis show that the seven dimensions of service operations practices, which are practiced in the departments of local authorities found only five dimensions that significantly influence the performance of local authority departments. Among the dimensions that provide a significant and positive influence on performance are the leadership practice, organizational culture practice, push-pull orientation practice in service operation, the new services development and design and specialized human resources in service operations. Therefore, the management should strengthen the practices and provide a strong commitment to the implementation of these practices in improving performance. Meanwhile, the management also needs to place more emphasis on the development and design of new services to attract new customers to the services offered. The introduction of innovations for increasing the performance of services will be able to contribute to enhancing the image of the local authorities who have been previously criticized by the customers.
